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WHO WE ARE 

 
The Access & Access2Health Customer Service Call Center are an extension of the County of San 

Diego Family Resource Centers (FRCs). Serving residents, providers, and other government 

agencies with questions or needs related to Family Resource Center programs and services. 

 

 

 Access & Access2Health is under the direction of the Director of Central & South Regions 

Barbara Jiménez. 

 Chief, Agency Operations Allison Boyer assists the Director with the operational 

Management. Managers Virginia Hernandez, Brigit Cooper and Rosa Gracian oversee the day 

to day operations. 



 2 customer service and eligibility transactional centers 

 Serves San Diego County residents, providers and other 

governments agencies with questions or needs related to  

public assistance benefits.  

 Supports 11 Family Resource Centers (FRCs) and two 2 

Community Resource Centers (CRCs) 

What is Access & Access2Health? 



What are some features of Access & Access2Health? 

 

• Access Self-Service System 
 
• Access Processing 
 
• Access2Health 

 
• Access CBO Line  

 
• PubAssist Email Team 

 
 



 Available 24 hours , 7 days a week 

 Main menu options are available in English, Spanish, 

Vietnamese, Tagalog, and Arabic 

 Other languages available through use of the Language 

Line Monday to Friday 8-5  

 Supports CalWORKs, CAPI, CalFresh, and Medi-Cal 

Access Self Service 



 Obtain case status, benefit amount, SOC, etc.  

 Update case address and phone number 

 Request replacement SAR 7/Status Report 

 Request replacement EBT or BIC cards  

 Obtain the address, business hours and the programs 

served at each of the local Family Resource Centers 

Access Self Service 



 Semi-Annual Reports (SAR 7) 

 CalFresh Telephonic Semi-Annual Reports (SAR 7) 

 CalFresh Restorations (SAR 7) 

 Adding newborns  

 Household composition changes 

 Non-System Determined Issuance (NSDI) 

 Form and Card replacement request 

 

Access Processing 



 General case assistance 

 eICT referrals 

 Emergency activation of Medi-Cal 

 Medi-Cal Extensions 

 Internal Elevations 

 RFTHI Forms and Call-back Task Group 

 

Access Processing 



A separate and distinct line for eligible Community-Based 

Organizations (CBO) that assist our common customers   

 The CBO line has 71 partner organizations that are able to 

access this line   

 Many of these organizations have multiple site locations CBO 

line access provides support to close to 170 CBO sites 

 

 

CBO Line  



 Receives Covered CA calls from the State 

 Processes Medi-Cal applications  

 Available to assist customers Monday – Friday 

 Extended Hours during Annual Open-Enrollment 

Access2Health 



A team of dedicated HSS staff assigned  to handle emails and 

process requests:  

 Emails from customers, Authorized Representatives, and 

other interested parties.  

 Referrals from 2-1-1 San Diego 

 MybenefitsCalWIN (MBC)-call me feature 

Pubassist.HHSA@sdcounty.ca.gov 

 

 

PubAssist 



Access Website 

 

http://www.sandiegocounty.gov/content/sdc/hhsa/programs/ssp/access.html


 2-1-1 San Diego supports Access by taking General 

Information calls which are close to 15% of Access calls. 

 

 2-1-1 San Diego also supports efforts in helping residents 

become eligible to or retain Medi-Cal and CalFresh 

benefits. 

Access and 2-1-1 San Diego Partnership 



A Few Highlights… 

 

• Access Handled over 915,000 calls and nearly 65,000 
emails so far this fiscal year 

 
• Less than 10% resulted in referrals to FRCs 
 
• Maintained an Average Speed of Answer of under 10 

minutes since June 2015 
 

 



QUESTIONS? 


